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II. Cost Reduction
and Performance Improvement
This project (CRPIP) began on the
administrative expense side in early
1987, when executive staff discussed the
company's inability to control adminis
trative cost increases since 1980.
The result was a 1988 administrative
expense budget of roughly the 1987
expense level of about $210 million. This
change was significant, as previous
administrative budgets had been
increasing by about 13 percent each
year, said John Slattery, management
consultant in Corporate Planning.
Also, emphasis was placed upon spe
cific group and divisional efforts to
reduce costs and improve productivity
The corporation examined expense
ratios (administrative expenses divided
by revenues) and determined that the 15
percent ratio in traditional business, for
example, was too large.
A 12.5 percent goal was set for the
end of 1988, and after seven months this
year, traditional business was operating
at that level (excluding government pro
grams and the HMO), Slattery said.
However, an expense ratio in excess
of 13 percent is expected by year's end,
and these expense increases have
caused senior management to reassess
the current 12.5 percent target, he said.
The goal for 1989, tentatively set at 9.5
percent for traditional business, also will
be reevaluated this fall.
"During 1988, we've tried to encour
age people to build CRPIP efforts into
the normal way of doing business. This
is an ongoing responsibility of manage
ment;' Slattery said.
To help improve corporate perfor
mance, every area of the company has
been encouraged to think about their
workflow, how they do their jobs, and
how they affect other areas, all with an
eye toward operating better, he said.
Slattery stressed the need for all areas
to do everything possible to reduce
costs and improve productivity.
"We need to strongly emphasize effi
ciency gains in our plans now so we can
gain a competitive advantage," he said.

III. Cost for Pricing
BCBSF employees work in 550 active
cost centers that support various market
segments and products. But the relation
ships are not well defined, in most cases.
The primary task of the Cost for Pric
ing project is to identify which cost cen
ters support particular products, so pro
duct profitability can be determined.
It's an attempt to provide cost infor
mation that will be useful in making
decisions, said Betty Beasley, manager of
Cost Accounting.
The project's biggest opportunity, now,
she said, is to provide more information
without developing a cost allocation sys
tem that's too complicated to maintain
effectively
Improved reporting of cost allocation
data can help with decisions such as
whether certain cost center functions are
desirable for some markets, and whether
they're cost-effective.
The project team in Cost Accounting
also wants to provide cost information
related to market segments, to metropoli
tan areas, and to specific group
policyholders.
"As a company, we want to know
where we're making money and where
we're losing money;' Beasley said,
adding, 'We must have the information
before we can evaluate."
Researching the issue, project team
members are interviewing many of those
who will use the information. They're
also investigating ways that other insur
ers and non-insurance service compan
ies allocate and report costs. The initial
project should be completed by the end
of next year.

Making BCBSF the low-cost producer

T

he Florida Plan is making pro
gress on corporate initiatives to
reduce administrative costs and
improve organizational effectiveness.
Toward those ends, three projects are
helping to effect the changes required
for BCBSF to become Florida's low-cost
producer of health care protection.
Being the low-cost, value-added pro
ducer means charging competitive pre-
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miums for higher quality health care
protection. To do that, two major areas
of expense must be analyzed and
reduced: claims costs and administrative
(operating) expenses.
These reductions then must be
reflected in prices. Since every activity
performed by a BCBSF employee either
affects costs or generates an additional
expenditure, everyone has a role in

controlling expense.
I. Cost of Claims
Claim payments represent 85-90 per
cent of every premium dollar. The remai
ning 10-15 percent is the corporation's
cost of doing business.
For example, the projected 1988
revenue from experience-rated business
is $226 million. Claim payments are
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Claims examiners in Medicare Part B Claims recently
celebrated another quarter of "zero defects" for quality
performance.
Everyone who performed without defects from July

through September received a plaque for their results. Those
who did so for one or two months received certificates of
appreciation.
Hats off to these 60 achievers in Medicare Part B Claims!

EMC Support folks treat customers like family

A

good way to give customers
quality service is to treat them
like they're friends of the family
or, better yet, like they're part of the
family.
The folks in Electronic Media Claims
(EMC) Support do that, and it creates
positive feelings about the Florida Plan.
The department's nine employees
handle roughly half of all the Medicare
claims submitted to BCBSF by doctors
and medical equipment suppliers their "customers" - and their work load
is growing.
The federal government's goal for 1989
is that 50 percent of all claims will be
filed electronically, supervisor Debbie
Rigdon said. That's already happening.
ln September, 50.3 percent of all Med
icare Part B claims were filed electroni
cally, and 59.9 percent of all Durable
Medical Equipment suppliers' claims
were paperless.
EMC Support also handles more than
2,000 telephone calls each month, and
customers appreciate how it's done.
"We have senders (of electronic
claims) come here just to see us and
meet us.lt's like a family, it's a very close
relationship," Rigdon said.
'They appreciate having people listen
to them," said Deloris Robinson, a 20year employee who takes her work to
heart.
"When we're dealing with customers,
our sole purpose is to let them know
we're here for them," she said.
"You have to believe in the company
you work for; you have to feel good
about coming in to work," Robinson said,
adding that people feel good about
themselves when they help others.
"lt gives you self-esteem and pride,
and it reinforces your feelings about your
worth as an individual. It makes you
complete as far as your job is con
cerned," she said.
What does it take to be well received
over the phone?
'Tone of voice," Rigdon said, adding,
"Don't rush them.
'We come across as caring, and we
return phone calls. If we can't answer
their questions, we tell them where to
call.
"And we listen - you have to listen,

ASPEN revives inward WATS
number for branch offices
Effective November 14

T

T he people in EMC Support: (l-r) Debbie Rigdon, Carole Davis, Deloris Robinson,
Fran James, Nona Collins, Shirley Taylor; Pat Little, Rex Richard and Wilma Struhar
Absent are Sissy Browning and Kathi Hammond, who were temporarily replaced by Little
and Richard while they helped in another area of the company.
because sometimes they don't know
what to ask, and that's how we find the
cause of their problem, or why a claim
was denied," Rigdon said.
How should angry callers be handled?
'Take charge of the conversation with
out becoming rude or defensive," said
Rigdon, who has served the Plan for 16
years. 'We try to establish, right away,
that we're here to help them."
EMC Support staff members help each
other, too

"If one person is backlogged, others
help without hesitation," Rigdon said.
"This whole area works together as one."
Supporting that cooperative spirit is a
sentiment described by Robinson.
"Every day l have a goal for myself,
and every month l have the same goal.I
try to accomplish more today than l did
the day before, and to be more effective.
"I have to do good for me," she said,
adding, "Whatever you want to receive,
you have to give."

hanks to the ASPEN (Automated
SPeech Exchange Network) sys
tem, BCBSF branch offices will
once again have an 800 exchange for
calling the home office.
The Florida Plan disconnected its
inward WATS (Wide Area Telephone Ser
vice) number in June 1988 to avoid
'WATS piracy;' which has cost American
businesses an estimated $1 billion in
annual losses.
Like computer "hackers;' who invade
and often alter or damage corporate and
government information systems using
personal computers and telephones,
WATS "hackers" dial "800" numbers and
access corporate telephone systems to
make long-distance calls.
BCBSF has reconnected its same
inward WATS number, but now, branch
office personnel will reach an automated
attendant, not the Plan's telephone
system.
ASPEN will prompt callers to dial their
party's extension.Callers do not have to

listen to the entire recording before dial
ing the extension.
If the party is unavailable, the system
will reconnect with the caller and allow
them to dial another extension or leave a
voicemail message (if the person being
called has a voice mailbox on the
system).
Home office employees who receive
calls on the inward WATS number will
hear ASPEN announce that a call is
being transferred. The message will
repeat itself four times, but to interrupt
the recording, persons being called
should press # and accept the call
immediately.
Employees who have ASPEN voice
mailboxes can check for messages while
they're in the field by dialing the inward
WATS number. Upon hearing a recorded
greeting, they'll press # and then their
personal mailbox number.
For more information, call Telecom
munications, ext. 6089.

VOTE NC
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Customer
Service
"Personal responsibility"
Tammi Colvin (Customer Service Repre

sentative, Medicare B Telecommunica
tions) earned a nice letter from Peter De
Graff of Bradenton, who wrote, " Thank
you for the courteous, intelligent, and
most helpful assistance . . . Your acceptance of personal responsibility . ..is
immensely appreciated by me . .."

Simply stated, "thanks"

"N.EW.S." baskets are for Medicare Part B's new data system
Baskets hung on home office bulletin boards are for Medicare Part B employees' questions
about the new GTEDS system. Inquiring minds like those of (l-r) Eugene Wright, Evelyn
Holmes and Tammy Hall seek answers from the "N.E.WS.," which is "Newsletter for Every
body Wondering about the System."

Lucy Matthew, grateful for information
from Valencia Johnson (Customer Ser
vice Representative, Medicare B Telecom
munications), wrote, "Thank you for all
your help. You were very nice to deal
with on the phone."

Problems resolved

Marie Druve of Port Charlotte was frus
trated with hospital bills until she

Sandy T homas, (l-r) Fannie Thomas, Patrice Robinson, Tammy Colvin
and Valencia Johnson.
reached three customer service repre
sentatives in the General Motors Service
Unit: Yvonne Suggs, who "listened;"
Fannie Thomas, who is "super;" and
Patrice Robinson, who helped by "get
ting it done."
'½. smile in her voice"
After their telephone conversation,

Valerie Roesch of Sarasota c,
Sandy Thomas (formerly a C
Service Representative in M(
ecommunications, now a Fn
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The people in EMC Support: (1-r) Debbie Rigdon, Carole Davis, Deloris Robinson,
Fran James, Nona Collins, Shirley Taylor; Pat Little, Rex Richard and Wilma Struhar:
Absent are Sissy Browning and Kathi Hammond, who were temporarily replaced by Little
and Richard while they helped in another area of the company
because sometimes they don't know
what to ask,and that's how we find the
cause of their problem, or why a claim
was denied;' Rigdon said.
How should angry callers be handled?
'Take charge of the conversation with
out becoming rude or defensive," said
Rigdon, who has served the Plan for 16
years."We try to establish,right away,
that we're here to help them."
EMC Support staff members help each
other,too

"If one person is backlogged,others
help without hesitation," Rigdon said.
"This whole area works together as one."
Supporting that cooperative spirit is a
sentiment described by Robinson.
"Every day I have a goal for myself,
and every month I have the same goal. I
try to accomplish more today than I did
the day before,and to be more effective.
"I have to do good for me;' she said,
adding,"Whatever you wane to receive,
you have to give."
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ASPEN revives inward WATS
number for branch offices
hanks to the ASPEN (Automated
SPeech Exchange Network) sys
tem,BCBSF branch offices will
once again have an 800 exchange for
calling the home office.
The Florida Plan disconnected its
inward WATS (Wide Area Telephone Ser
vice) number in June 1988 to avoid
"WATS piracy," which has cost American
businesses an estimated $1 billion in
annual losses.
Like computer "hackers;' who invade
and often alter or damage corporate and
government information systems using
personal computers and telephones,
WATS "hackers " dial "800 " numbers and
access corporate telephone systems to
make long-distance calls.
BCBSF has reconnected its same
inward WATS number,but now,branch
office personnel will reach an automated
attendant,not the Plan's telephone
system.
ASPEN will prompt callers to dial their
party's extension. Callers do not have to

listen to the entire recording before dial
ing the extension.
If the party is unavailable,the system
will reconnect with the caller and allow
them to dial another extension or leave a
voicemail message (if the person being
called has a voice mailbox on the
system).
Horne office employees who receive
calls on the inward WATS number will
hear ASPEN announce that a call is
being transferred. The message will
repeat itself four times,but to interrupt
the recording,persons being called
should press # and accept the call
immediately.
Employees who have ASPEN voice
mailboxes can check for messages while
they're in the field by dialing the inward
WATS number. Upon hearing a recorded
greeting,they'll press # and then their
personal mailbox number.
For more information,call Telecom
munications,ext.6089.
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Customer
Service
"Personal responsibility"
Tammi Colvin (Customer Service Repre

sentative,Medicare B Telecommunica
tions) earned a nice letter from Peter De
Graff of Bradenton, who wrote,"Thank
you for the courteous,intelligent,and
most helpful assistance ...Your acceptance of personal responsibility ...is
immensely appreciated by me ..."

Simply stated, "thanks"

"N.EWS." baskets are for Medicare Part B's new data system
Baskets hung on home office bulletin boards are for Medicare Part B employees' questions
about the new GTEDS system. Inquiring minds like those of (1-r) Eugene Wright, Evelyn
Holmes and Tammy Hall seek answers from the "N.E.WS.," which is "Newsletter for Every
body Wondering about the System."

Lucy Matthew,grateful for information
from Valencia Johnson (Customer Ser
vice Representative,Medicare B Telecom
munications),wrote,'T hank you for all
your help.You were very nice to deal
with on the phone."

Problems resolved

Marie Druve of Port Charlotte was frus
trated with hospital bills until she

Sandy Thomas, (1-r) Fannie Thomas, Patrice Robinson, Tammy Colvin
and Valencia Johnson.
reached three customer service repre
sentatives in the General Motors Service
Unit: Yvonne Suggs, who "listened;"
Fannie Thomas, who is "super;" and
Patrice Robinson, who helped by "get
ting it done."

"A smile in her voice"

After their telephone conversation,

Valerie Roesch of Sarasota commended
Sandy Thomas (formerly a Customer
Service Representative in Medicare B Tel
ecommunications,now a Fraud and
Abuse Analyst in Utilization and Review)
by writing,"She had a smile in her
voice,the information within seconds,
and she made me feel as if she really
cared."

Making BCBSF the low-cost produce1

Making BCBSF the low-cost producer
(Continued from page

1)

expected to be about $200 million o f
that, said Jerry Potter, director o f Group
Underwriting.
" This represents a substantial oppor
tunity to achieve some good results
toward the low-cost producer concept,"
Potter said. "Our successes in this
endeavor should strengthen our ability
to compete in the market place."
Some corporate functions are specifi
cally aimed at controlling claim costs,
such as Underwriting, Utilization and
Benefits Management, HMOs, Medical
Policy, and programs to negotiate and
monitor favorable charge arrangements.
Virtually every other function not
directly tied to overhead operations also
affects claim costs, including those nor
mally considered service related, such as
marketing; product development; claim
administration; provider relationships
that yield effective auditing and dis
counts; and billing, collection and
accounting.
Only a few areas, such as budgeting
and investments, are designed to serve
non-claim components of the business.
" The goal of the project is to lower our
claim cost while maintaining our ability
to achieve customer service goals;' Potter
said, noting that some procedural
improvements that reduce claim costs
also will improve efficiency, which will
benefit quality and timeliness.
An example is duplicate claim pay
ments. Even though overpayments are
recovered, the time it takes to do so
means that overpayments are charged to
policyholders. In addition, the Plan does
not have appropriate controls to identify
the majority of duplicate payments,
which remain uncollected.
ldentifying the causes of overpayment
and implementing solutions will reduce
claim costs, and greater efficiency
should reduce the administrative costs
of recovery, Potter said.
Another example is product design
features that lead to higher-than-desired
utilization.
"We're looking for policies, procedures
and practices to identify the causes ( of
unnecessary costs) and to make changes
to discontinue them," Potter said.

II. Cost Reduction
and Performance Improvement
This project (CRPIP) began on the
administrative expense side in early
1987, when executive staff discussed the
company's inability to control adminis
trative cost increases since 1980.
The result was a 1988 administrative
expense budget of roughly the 1987
expense level of about $210 million. This
change was significant, as previous
administrative budgets had been
increasing by about 1 3 percent each
year, said John Slattery, management
consultant in Corporate Planning.
Also, emphasis was placed upon spe
cifie group and divisional efforts to
reduce costs and improve productivity
The corporation examined expense
ratios (administrative expenses divided
by revenues) and determined that the 15
percent ratio in traditional business, for
example, was too large.
A 1 2.5 percent goal was set for the
end of 1988, and after seven months this
year, traditional business was operating
at that level ( excluding government pro
grams and the HMO), Slattery said.
However, an expense ratio in excess
of 1 3 percent is expected by year's end,
and these expense increases have
caused senior management to reassess
the current 1 2.5 percent target, he said.
The goal for 1989, tentatively set at 9.5
percent for traditional business, also will
be reevaluated this fall.
"During 1988, we've tried to encour
age people to build CRPIP efforts into
the normal way of doing business. This
is an ongoing responsibility of manage
ment," Slattery said.
To help improve corporate perfor
mance, every area of the company has
been encouraged to think about their
workflow, how they do their jobs, and
how they affect other areas, all with an
eye toward operating better, he said.
Slattery stressed the need for all areas
to do everything possible to reduce
costs and improve productivity.
"We need to strongly emphasize effi
ciency gains in our plans now so we can
gain a competitive advantage;' he said.

III. Cost for Pricing
BCBSF employees work in 550 active
cost centers that support various market
segments and products.But the relation
ships are not well defined, in most cases.
The primary task of the Cost for Pric
ing project is to identify which cost cen
ters support particular products, so pro
duct profitability can be determined.
It's an attempt to provide cost infor
mation that will be useful in making
decisions, said Betty Beasley, manager of
Cost Accounting.
The project's biggest opportunity, now,
she said, is to provide more information
without developing a cost allocation sys
tem that's too complicated to maintain
effectively.
Improved reporting of cost allocation
data can help with decisions such as
whether certain cost center functions are
desirable for some markets, and whether
they're cost-effective.
The project team in Cost Accounting
also wants to provide cost information
related to market segments, to metropoli
tan areas, and to specific group
policyholders.
''As a company, we want to know
where we're making money and where
we're losing money;' Beasley said,
adding, "We must have the information
before we can evaluate."
Researching the issue, project team
members are interviewing many of those
who will use the information. They're
also investigating ways that other insur
ers and non-insurance service compan
ies allocate and report costs. The initial
project should be completed by the end
of next year.

T

he Florida Plan is making pro
gress on corporate initiatives to
reduce administrative costs and
improve organizational effectiveness.
Toward those ends, three projects are
helping to effect the changes required
for BCBSF to become Florida's low-cost
producer of health care protection.
Being the low-cost, value-added pro
ducer means charging competitive pre-

Vol. 37, No. 22

miums for higher quality health care
protection. To do that, two major areas
of expense must be analyzed and
reduced: claims costs and administrative
(operating) expenses.
These reductions then must be
reflected in prices. Since every activity
performed by a BCBSF employee either
affects costs or generates an additional
expenditure, everyone has a role in

controlling expense.

I. Cost of Claims

Claim payments represent E
cent of every premium dollar.
ning 10-15 percent is the corp
cost of doing business.
For example, the projected
revenue from experience-ratec
is $226 million.Claim paymer
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Claims examiners in Medicare Part B Claims recently
celebrated another quarter of "zero defects" for quality
performance.
Everyone who performed without defects from July

through September received a plaque for their results. Tho
who did so for one or two months received certificates of
appreciation.
Hats off to these 60 achievers in Medicare Pan B Claim

